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Guest Editorial 
Introduction to the Special Cluster on 
Technology Management in the Service Industries 


HE FOCUS of this special cluster is on the growing ser- 
T vices sector and the critical role that technologies, in par- 
ticular computing and communications technologies, play in its 
development. The services sector includes “all economic activ- 
ities whose output 


1) is not a product or construction; 

2) is generally consumed at the time it is produced; 

3) provides added value in forms (such as convenience, 
amusement, timeliness, comfort, or health) that are 
essentially intangible concerns of its purchaser.” 


(From J. B. Quinn, Intelligent Enterprise, New York: Free 
Press, 1992 reference to R. Kutscher and J. Mark, “The Ser- 
vices Sector: Some Common Perceptions Reviewed,” Monthly 
Labor Review, April 1983.) 

This sector is the largest and fastest growing component of 
the economies of the industrial nations. However, the dividing 
line between the economic sectors is blurred. This is especially 
true between the manufacturing and services sectors. Clearly, 
the manufacturing sector provides critical products (e.g., com- 
puters, aircraft, telecommunications equipment, etc.) that en- 
able the delivery of efficient and high-quality services. Equally 
clear, the services sector provides critical services (financial, 
transportation, distribution, etc.) that enable the production and 
consumption of effective and high-quality products. An increas- 
ingly popular strategy of companies has been to not only manu- 
facture needed products but also to supply the requisite services 
(finance, maintenance, insurance, etc.) pertinent to the purchase, 
use, and replacement of the product. 

The first paper in this special cluster provides a useful classifi- 
cation scheme. In “A Framework for Technology Management 
in Services,” C. M. McDermott et al. investigate various ap- 
proaches that have been proposed for classifying services. The 
result is that the authors find existing classification systems are 
not of value in addressing issues of technology management in 
services. The authors then propose a new framework for charac- 
terizing services and illustrate its usefulness in managing tech- 
nology. 

The next two papers describe the impact of information tech- 
nologies (IT) in managing services. The first, “Taxi Dispatching 
via Global Positioning Systems” by Z. Liao, describes how a 
satellite-based dispatching system for taxis improved the pro- 
ductivity and effectiveness of three separate taxi companies in 
Singapore. However, the author found that the human-system 
interface could cause communications difficulties without the 
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addition of proper training and management procedures. It is im- 
portant to note that, although information technology has been 
critical to the growth of the services sector and is a prime means 
for the delivery of services, it is not the only technology in- 
volved. As examples, the growth of the travel industry has re- 
quired the development of wide-body jet aircraft; the electric 
utility industry has required high temperature turbines; and the 
heath industry has required new devices and drugs. 


In “Reaping the Benefits of Innovative IT: The Long and 
Winding Road,” A. P. Massey et al. present a case study that 
provides insights into the difficulties of achieving productivity 
improvements in the services sector, despite significant invest- 
ments in information technology. One of the industries where 
this is of particular concern is in banking; the subject of their 
case is a major IT initiative underway at a multibank holding 
company headquartered in the Midwest. The authors found that 
benefits from innovative IT applications will be affected by the 
implementation process and may not be realized until a signifi- 
cant time after the implementation is completed. 


The final two papers provide decision paradigms for tech- 
nology management in services. In “Strategic Decision Sup- 
port for the Services Industry,” K. W. Hipel et al. employ a 
graph-theoretic conceptualization for conflict resolution; it is 
embedded in a decision support system for long-range strategy 
development. An application to international trade is presented 
to illustrate how the decision support system can facilitate inter- 
active decision making. The authors also show how challenges 
can lead to conflicts, which together can provide unique oppor- 
tunities for deliberate and strategic actions. 


The final paper of this special cluster concerns an organiza- 
tion’s values and how they can be made explicit in an under- 
standable and useful manner, so as to achieve the organization’s 
policies or goals. In “Modeling Values for Telecommunications 
Management,” R. L. Keeney presents a method for building a 
value model to support policy decisions and illustrates its use 
in telecommunications management. Value models can be used 
in a number of situations, including exploring alternatives, de- 
signing products, guiding information collection, focusing dis- 
cussion, identifying and resolving conflicts, and highlighting 
decision opportunities. 

In conclusion, it was our pleasure to work with the authors 
of the papers that were selected for the Special Cluster of IEEE 
TRANSACTIONS ON ENGINEERING MANAGEMENT on Techology 
Management in the Services Industries. We wish to give partic- 
ular thanks to the reviewers who worked with us and the authors 
who ensured the highest quality of presentation and documen- 
tation of the research. We sincerely hope that these five papers 
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